Cratbsa 23.1. HezaBucMmas oueHka KayecTBa OKasaHMA ycnyr opraHmsauusimm
couunanbHOro oécnyxusaHus

(sBegeHa PenepanbHbiM 3akoHoM 0T 21.07.2014 N 256-93)

1. He3aBncumMas oueHka KadecTBa oKasaHus YCryr opraHu3aumMsiMm coumnarbHOro
obcnyxuBaHusa sBnsieTcs ogHon n3 opm OBLLECTBEHHOINO KOHTPOMS M NPOBOAUTCS B
Luenax npegocTaBrieHns nonyvatensMm coumnarnbHbIX yenyr MHgopMaumm O KavecTBe
oKasaHus YCrnyr opraHu3auusiMum coumanbHOro obcnyXuBaHusl, a Takke B Lensx
NOBbILLEHUS Ka4YecTBa UX AEATENbHOCTH.

2. HesaBucumas oueHka KavecTBa oKasaHWs yCryr opraHu3aumMsiMm coumnarnbHOro
obcnyxuBaHusa npegycMmaTpuBaeT OLEHKY YCIOBUIK OKa3aHUs YCNyr no Takum obLmm
KpUTEPMAM, KakK OTKPbITOCTb M AOCTYNHOCTb MHGOPpMaumm 06 opraHnsaumm coumanbHOro
obcnyxuBaHusi; KOMQOPTHOCTb YCIMOBMIA NPEAOCTaBIEHNUST COUMaribHbIX YCNyr WU
AOCTYMHOCTb MX MOSTyHMEHUS; BPEMS OXMAAHUSA NPefoCTaBNeHUs coumanbHOW YCnyru;
AobpoXXenaTenbHOCTb, BEXMBOCTb, KOMMETEHTHOCTb pPabOTHMKOB OpraHmsaumm
counarnbHoro obcnyXnBaHus; yaoBneTBOPEHHOCTb KAYECTBOM OKa3aHUS YCNyr.

3. HezaBucumas oueHka kayecTBa OKasaHusa ycnyr opraHusauusMm coumasnbHOro
obcnyxnBaHus NPOBOAUTCSA B COOTBETCTBUM C MONOXEHUSAMWU HacToswen ctatbu. MNpu
NpoBEe4EHMM HE3aBUCMMOW OLEHKM KayecTBa OKasaHusi YCnyr opraHvsaumsimm
coumanbHoro obcnyxmBaHna ucnonb3dyeTca obuwenoctynHad uHdopmaums o6
opraHmsaumusax coumnanbHOro obcnyXxmnBaHus, pasmMeliaemas Takke B oopmMe OTKPbITbIX
AaHHbIX.

4. He3aBncumasg oueHKa KadecTBa OKa3aHus YCryr opraHmM3aumsamm coumanbHOro
obcnyxMBaHUA NPOBOANTCA B OTHOLLUEHUW OpraHu3auuin coumanbHOro obcnyXmBaHus,
HaxoOdaWMXCS B BeAeHUM doedeparbHbIX OPraHoB MWCMOSIHUTENBbHOM BRactu, W
opraHmsauun coumanbHoro obenyxmsaHnsa cybbektoB Poccuiickon degepaumm, opyrmx
opraHuMsauun coumanbHOro oOCNYXUBaHUS, B YCTaBHOM KanuTarne KOTOpbIX [A0Js
Poccurickon ®epepaumn, cybvekta Poccunckon degepaumm nnum MyHULMNANbHOrO
06pa3oBaHNs B COBOKYNHOCTM NPEBbLILIAET NATbAECAT NPOLEHTOB, a TakKe B OTHOLLEHUN
MHbIX HEroCcydapCTBEHHbIX OpraHM3auunm coumnanbHoro oO6CnyXuBaHUs, KOTOpble
OKa3bIBaOT rocyaapCTBEHHbIE, MyHULMNANbHbIE COLMarnbHble YCyri.

5. B uensax cosgaHusi yCnoBun A4sns opraHnsauumn NnpoBeaeHnst He3aBMCUMOM OLEHKU
KayecTBa OKasaHus ycnyr opraHnsauusaMm coumanbHOro o6cnyxmBaHmns:

1) ynoriHOMOYeEHHbIN beaepanbHbI OpraH UCMNOMHUTENBHOW BNacTu C yv4acTuem
OOLLECTBEHHbIX OpraHM3aumn, obLecTBEHHbIX 00beauHeHun notpebutenen (ux
accoumauun, cow3oB) (ganee - OOLWeCTBEHHble opraHu3aumm) dopMmupyet
0OLLECTBEHHbIN COBET NO NPOBEAEHNIO HE3ABMCUMOW OLIEHKM KavyeCcTBa OKal3aHus ycnyr
opraHmMsauusamMm coumanbHOro 06CnyxMBaHms 1 yTBEPXKAAET NOSTOXEHNE O HEM;

2) ynosiHOMOYeHHble opraHbl cybbekToB Poccuickon dPepepauum € yvyacTuem
0OLLECTBEHHbIX OpraHu3aumn GOopMUPYOT OOLLECTBEHHbLIE COBETbLI MO MPOBEAEHUIO
HEe3aBUCMMOW OLEHKW KavecTBa OKasaHus YCryr opraHu3auuMsiMm CcoumanbHOro
obcnyxmMBaHUs, pacnonoXeHHbiMW Ha  TeppuTopusx cybbektoB  Poccuinckon
depepaumm, 1 yTBEPXKAAKOT NOSTIOXKEHNE O HUX;

3) opraHbl MECTHOIO CaMOynpaBfieHUs1 C y4acTUeM OBLEeCTBEHHbBIX OpraHn3auun
BNpaBe popMmpoBaTb OOLLECTBEHHbIE COBETLI MO MPOBEAEHUI HE3ABUCMMOWN OLEHKU
KayecTBa  OKasaHus  ycnyr  opraHusauusiMm  coumanbHoro  obcnyxuBaHus,
PacrnonoXeHHbIMU Ha TEPPUTOPUSAX MYHUUMNAnNbHbIX 00Opas3oBaHWMA, M YTBEPXKOATb
NOMNOXeHMe O HUX.
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6. [NokaszaTtenu, xapakrepusyowwme obuime KpUTepum OLEHKM KavyecTBa OKasaHus
yCryr opraHuM3aumsamu, ykasaHHbIMU B 4acTy 4 HacTosWEn cTaTbW, YCTaHaBNUBAKTCA
YNONMHOMOYEHHbIM deaepanbHbIM OpraHom NCMNOJTHUTENbHOMN BIlacTu c
npenBapuTenbHbIM 06CyXaeHneM Ha ObLLLECTBEHHOM COBETE.

7. To peleHnto ynomHOMOYEHHOro deaeparnbHOro opraHa MCMNONHUTENbHON
BNacTu, ynosIHOMOYEHHbIX OpraHoB cybbekToB Poccuickon denepaumm unm opraHoB
MECTHOIO camoynpaBfeHns QyHKLMM OBLEeCTBEHHLIX COBETOB MO MNPOBEAEHUIO
HEe3aBMCMMOW OLIEHKW KayecTBa OKa3aHWs YCNnyr opraHvsaumMsiMm coumanbHOro
obcnyxuBaHua MorytT ObITb BO3MNOXEHbl Ha CyLLeCcTBYKOLME NpU 3TUX OpraHax
obwecTBeHHble coBeTbl. B Takmx cnydasax obuiecTBeHHble COBETbl MO NPOBEAEHUIO
HEe3aBUCMMOW OLEHKM KavecTBa OKasaHus YCryr opraHu3auuMsiMm coumanbHOro
obcnyXMBaHUA He CO30alOTCS.

8. OO6wecTBEHHLIN COBET MO MNPOBEOEHMIO HE3aBUCUMMOW OLEHKM KadecTBa
OKasaHus YCNnyr opraHuMsauusiMM coumanbHOro obcnyxmBaHusa OpMUPYETCA Takum
obpa3om, 4TOObI Oblla MCKNKYEHa BO3MOXHOCTb BO3HWKHOBEHUSI KOHQNMKTA
nHTepecoB. CocTaB 0OLWECTBEHHOrO coBeTa (OpPMUPYETCA M3 YMcna npeacTtaBuTenemn
OOLLECTBEHHbIX opraHn3aumn. Yncno 4neHoB OOLLECTBEHHOIO COBETa HE MOXET ObITb
MEHee 4YeM nNsATb 4enoBek. YneHbl OOLWECTBEHHOrO COBETa OCYLLUECTBMSKOT CBOMO
AEATENbHOCTL Ha 0OWeEeCTBEHHbIX Hayanax. WHdopmaums o [aedatenbHoCTU
obLLecTBEHHOro coBeTa pas3MeLlaeTcs OpraHOM rocydapCTBEHHOM BracTu, OpraHoMm
MECTHOro camMoynpaBneHust, Mpy KOTOpPbIX OH CO34aH, Ha CBOEM OuLManbHOM cante B
cetn "HTtepHeT".

9. HezaBucnmas OLEHKa KayecTBa OKasaHus ycnyr opraHmsauusMm coumarnbHOro
obcnyxmBaHus, opraHudyemasi o6LeCTBEHHbIMM COBeTaMuM MO €e MNPOBEAEHUIO,
NPOBOAUTCA He Yalle YeM OAMH pa3 B roA U He pexxe YeM oauH pas B Tpu roga.

10. O6wecTBEHHbIE COBETHI NO NPOBEAEHMIO HE3ABMCUMOM OLIEHKM OKa3aHUs yCnyr
opraHusauusiMm coumanbHOro 06cnyXMBaHus:

1) onpeaensaoT NepeyHn opraHm3aumi coumanbHOro obcnyxmBaHms, B OTHOLLEHWMN
KOTOPbIX NPOBOAMTCSA HE3ABUCKMMAs OLEHKA;

2) opmupyoT NpeanioXeHns ans paspaboTkm TEXHUYECKOro 3agaHus ans
opraHuMsauumn, KoTopasi ocyuwiectBnsaet cbop, obobuieHne n aHanuM3 MHgopmMauum o
KayecTBe OKasaHus ycnyr opraHu3auusamMu coumanbHoro obcnyxuBaHus (ganee -
oneparop), NPUHUMAIOT y4acTue B PpacCMOTPEHMM NPOEKTOB AOKYMEHTALUM O 3aKyrnKax
paboT, ycnyr, a Takke MNPOEKTOB rOCYy4apCTBEHHOro, MYHULMUMNANbHOrO KOHTPAaKTOB,
3aKMYaeMbIX YNOSTHOMOYEHHbIM hbeaepanbHbIM OPraHoOM WCMOSHUTENbHOW BracTH,
YNONMHOMOYEHHbIMW oOpraHammn cybbekToB Poccunckon depepaumm unuv opraHamu
MECTHOro camoyrnpasrieHNs ¢ onepaTtopom;

3) ycTaHaBnMBalT NpU HEOOXOOMMOCTU KPUTEPUM OLIEHKM KadecTBa OKa3aHMs
yCNnyr opraHn3auusiMmm coumanbHOro o6cnyxmBaHus (4ONOMHUTENBHO K YCTAaHOBNEHHbBIM
HacTosLLEeN cTaTben OBLLNM KpUTEPUAM);

4) oCyLecTBAIT HE3ABMCUMYHO OLEHKY Ka4yecTBa OKa3aHus yCryr opraHm3aumsamMmm
coumanbHoOro oocnyXnBaHus ¢ y4eTom nHopmaumm, NpeacTaBieHHON onepaTopom;

5) npenctaBnsalOT COOTBETCTBEHHO B YMNOMIHOMOYEHHBbIN hbeaepanbHbI OpraH
MCNONMHUTENbHOM  BRacTW, YNOSIHOMOYEHHble oOpraHbl cybbekTtoB Poccuiickon
depepaumm, opraHbl MECTHOIMO CamMOyrnpaBneHust pesyrnbTaTbl HE3AaBUCMMOW OLIEHKM
KayecTBa OKasaHus yCnyr opraHu3auusiMM couuarnbHoro obcnyXmBaHus, a Takke
npeanoXxeHus ob ynyyweHnm KayecTsa nx OeaTenbHOCTH.

11. 3aknoyeHne rocygapCTBEHHbIX, MyHULMNANbHbIX KOHTPAKTOB Ha BbINOSIHEHNE
paboT, okasaHue ycnyr no cbopy, 0606LWEHNIO N aHanM3y MHGOPMaLMM O KavyecTBe
OKasaHus ycrnyr opraHMsauusiMm coumanbHOro oOCnyXMBaHUS OCYLLECTBNSAETCS B
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COOTBETCTBUM C 3aKoHogaTenscTBoM Poccuiickon degepaumm o KOHTPaAKTHOW cucteme
B cdepe 3aKkynok ToBapoB, paboTt, ycnyr ana obecneyeHusi rocygapCTBEHHbIX W
MYHUUMNAMbHBLIX HYXA. YMNONMHOMOYEHHbIN defepanbHbli OpraH UCNOSTHUTENBHON
BNacTu, YNONIHOMOYEHHbIE OpraHbl rocy4apCTBEHHOW Bnactu cybbekToB Poccuiickomn
depgepaumm, opraHbl MECTHOrO CamMoOyrnpaBfeHus Mo pesynbTaTaM 3akfiyeHus
rocy4apCTBEHHbIX, MyHULMMNANbHbIX KOHTPAKTOB OhOPMASIOT peLleHne ob onpeaeneHnm
onepaTopa, OTBETCTBEHHOIO 3a NpoBeJeHne He3aBUCMMOW OLIEHKN KayecTBa OKa3aHWus
YyCNyr opraHu3auusiMmM coumanbHOro obCnyXMBaHUSA, a Takke npu HeobxoouMMocTu
nNpeaocTaBnAT onepatopy obLeaoCTYNHY WHpopMaunio 0 AeATeNbHOCTU AaHHbIX
opraHusauun, opMmMpyemMyro B COOTBETCTBUM C rOCyJapCTBEHHON U BeLOMCTBEHHOM
CTaTUCTUYECKON OTYETHOCTbIO (B Crny4vae, ecnv OHa He pa3MelleHa Ha oduumansHOM
caunTe opraHusauun).

12. lMocTynuBLlIass COOTBETCTBEHHO B YMOMHOMOYEHHbIN befdeparibHbI OpraH
WUCMOMHUTENbBHON  BfacTW, YMNOSIHOMOYEHHbIE opraHbl CyObekToB  Poccuiickon
depepaumm, opraHbl MECTHOro camoynpasneHua uHgopmaumMss O pesynbTartax
HEe3aBMCMMOW OLEHKM KayecTBa OKa3aHWa YCNyr opraHusaumaMmu  couunaribHOro
obcnyxusaHua noanexut obasaTeribHOMYy PacCMOTPEHUKD YKasaHHbIMWM OopraHamu B
MECSIYHbIA CPOK M Y4YMTbIBAEeTCS UMK Mpu BbipaboTke Mep MO COBEPLUEHCTBOBaHMUIO
AeATeNbHOCTM OpraHu3auuin coumanbHoro obcnyxXneaHus.

13. NHdopmaums o pesynbTaTtax He3aBUCMMOM OLIEHKM KayecTBa oKa3aHus ycnyr
opraHusauusmMmn coumanbHOro ob6cny>XMBaHns pasmeLLaeTca COOTBETCTBEHHO:

1) ynNOSIHOMOYEHHbIM bedeparnbHbIM OPraHOM MWCMOSIHUTENBHOM BIlacTM  Ha
ohnumanbHOM canTe [And  pasMelleHuss WHopMaumm O roCydapCTBEHHbLIX W
MyHUUMNAanbHbIX yYpexaeHusax B cetn "MIHTepHeT",

2) ynonHomo4eHHbIMU opraHamu cybbekToB Poccunckon degepauum n opraHamm
MECTHOIro camoyrnpasfieHNA Ha CBOUX OhuLMarnbHbIX canTax n opuumanbHOM cante onsg
pasmMeLLeHnsa nHopmaLmm 0 rocygapCTBEHHbBIX M MyHULMNANbHBIX YYPEXOEHNAX B CETH
"MHTepHeT".

14. CoctaB nHdopmauum o pesynbTaTtax He3aBMCUMOW OLIEHKN KayecTBa OKa3aHus
YyCNyr opraHusauusiMym coumanbHOro OBCNYyXMBaHUA W NOPSaOK ee pa3MeLleHust Ha
onumanbHOM canTe [And  pasMelleHuss WHopMaumm O roCydapCTBEHHbLIX W
MYHUUMNANbHbLIX ydYpexaeHnax B cetu "MHTepHeT" onpenensaTcs YNONHOMOYEHHbIM
MpaButensctBomM Poccuinckon denepauunmn enepasnbHbiM OpraHoOM UCNOSTHUTENbHON
BNacTu.

15.  YNOnHOMOYeHHbIN  defepanbHbli  OpraH  UCMOMHUTENbHOW  BRacTtw,
YNONMHOMOYEHHbIEe oOpraHbl cybbekToB Poccuinckon ®degepaumn, opraHbl MeCTHOro
camoynpasfeHnsa n opraHnsaumm couynanbHoro obcnyxmneanunsa obecneymBatoT Ha CBOUX
ohmnumanbHbiX canMtax B ceTu "VHTepHeT" TeXHUYEeCKyld BO3MOXHOCTb BblpaXeHusi
MHEHUI NonyyYaTensiMun ycryr n UHbIMU rpaxgaHamun o KadecTBe oKa3aHUs 3TUX YCIyr.

16. KoHTponb 3a cobniogeHnem npoueayp NpoOBEOEHUS HEe3aBUCUMOW OLIEHKM
KayecTBa  OKasaHusi  YCnyr  OopraHuMsauusiMm  coumanbHOro  oBCnyXuBaHuUA
OCYyLLEeCTBNAEeTCS B COOTBETCTBUM C 3akoHOoAaTernbcTBOM Poccurckon ®enepauun.


http://www.consultant.ru/document/cons_doc_LAW_184627/#dst100013
http://www.consultant.ru/document/cons_doc_LAW_184627/#dst100027

